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THE INTRODUCTION OF NEW TECHNOLOGY FROM THE USER'S PERSFPECTIVE:

A MESSAGE-Q/ING 5TUDY




INTRODUCTION

The promise of tecknology is no longer a future posesibility for
the organization, the advance of technology 15 a fact of
crganizaticornal life. Contemporary organizations can be characterized
as having become increasingly information criented and technclogically
scphisticated, in short. more comple::.

The envircrnment in which the organization exists has increased 1in
complexity due primarily to the transition from an industirial
manufacturing-based econcmy to an economy based on information and
information management. In an extensive and detailed study of this
transition,s Feorat (1977) concluded that information oriented
crganizations directly or indirectly generated 46% of the nation’s
Gross National Froduct. Naisbett (1934) characterizes this
industrial-to-information transition as one of the “megatrends"”
currently shaping American organizaticnal life.

With information as the prime strategic rescurces cxmmoditys and
basis for organizaticnal power {(Forat. 1977: Naisbett, 1784;
Goldhabers Dennis. Richettoc. and Wiics 1979)s information management
techriclogies have become a more integral part of day-to-day
organizational life than ever befocre. Conservative estimates suggest
that by 1990, 40-50% of the workforce will be information management
workers who will rely on upwards of 38 million computer terminals tco
assist in daily work routines (Butler, 19805 Guilianc, 1982). More
liberal estimates place the number of information management workers
at closer to 75% of the workforce (Naisbett, 1984). While the numbers
vary and the estimates many be imprecises, the fact remains that

information management technoleogy is significantly influencing the




contemporary orgamnization.

A challenge faces crganizations and the individuale that comprise
them as they function, change. and adapt in this comple::.
technological. information age. This challenge involves how
crganizations can effectively introduce and train emplcocyees toc use
available techncologies in order to realize organizational goals and
ob jectives.

Most approaches for introducing technological charge into
organizations advocated by writers and researchers focus on the nction
of being user-centered. In discuss»ng the notion of user-
centeredness, Tapscott (1982) concludes that the main obstacle tuo
office automation and the effective introduction of new technoclcocgy is
the lack of an adequate methodology for assessing user needs. In a
survey conducted by Smith (1983a: 1983b)., the concern for the user’s
perspective was found toc be essential if a human perspective on the
process of technolcgical changes was tc be maintained. Such a human
perspective 1s essential, because zs Conner (1985) points cut. the
rate of technological advancement often e:ceeds the capabilities of
ithe individual to adapt and change. Conner concludes that if
technological change is to be effective, the role of the trainer must
change from that of the technizal expert to that of the facilitator
and coach.

In a survey of 19 major vendors of computer technology to
organizationss Resnick and Fuerst (1985) provide one of the few
examinations of the actual proceéses used in introducing new
vechnolegy into organizations. Ore of the more important conclusions
to pe drawn from their survey is that as hardware and scoftware systems

become more standard among vendors. support services (i.e. training)




will rapidly become the deciding factor among competing vendors.

While the vendors surveyed 1ndicated that customer training was
essential. only S0% of full-time field trainmers® time was spent 1n
direct training with the rest being spent i1n sales. A survey
conducted by Hall-Sheehy (1985) suggested that client crganizations
themselves do very little in terms of computer training and
development for their emplcyees who use personal computers. This
survey found that of the 21 companies surveyed (100 employees plus in
a large metorpcoclitan area) it was found the 10 offered noc trainings 3
sent pecple for training cutside the organiczation. 4 relied on dishk-—
tutorials, and 4 had instructicn in-house. These results are similar
to those of a 1984 Internatiocnal Data Corporation study (referenced in
Hall-Sheehy.s 1985) which revealed the 61%4 of medium—sized U.s.
companies offered no training for perscnal computer uses at any staff
level.

Specifically ir. terms of the training methods useds of the 4 most
preferred methods of instruction used by vendors,s the classroom was
rated first followed by instructiocn manuals, audic .isual aids, and
computer assisted disk-tutorials. In terms of the services rerndered
by vendors, reference and training manuals were found toc be the
industry standard. It seems that neither the vendor nor the
organizatioc,. take an active part in the intrcduction of new technology
short of the actual decision to adopt the technolcocgy. Instead, there
seems to be a strong reliance on training manuals, accompanying
documentation, and disk tutoriais.

Several studies have examined the effectiveness of the training
manuals and written documentation, which seem toc be the industry

standard. and challenge the utility of such materials. Smitbh (1983a)




concludes that in order tc ensure user-criented systems. training
manuale must be peopl:- criented with a "Dick and Jane” style
documentation designed to introduce users to the capabilities of the
system (p. 93). A Rand Corporation study reported by Bikeson and
Gutek (1983) focund that while employees surveyed were relatively
satisfied with the functionality. performance. and environment related
to computer technology. the users manuals needed toc interact with the
system received the worst rating of any factor measured. Finn (1983)
suggests that self-paced manuals with step-by-step instructions have
some value but are often tediocus, complicated.s present material in an
illogical sequences and use inconsistent terms.

What appears to be happening within the contemporary
organization is that the environmernt is becoming increasingly complex
due to a shift from a manufacturing based economy to an information
based economy which is, 1n turn, necessitating increasingly
srphisticated information management techrology. The organization®s
response to this complex environment has been the adoption of
information management technology with the expectation that written
forms of documentation will adequately introduce and ty ain employees
to use new technology. However, survey data suggest that such
documentation may be largely inzffective in respcnding to the needs of
the user. One of the keys as to why such written documentation is
ineffective is found in the concept of user friendly or user criented
and how the needs of the user are determined.

Essentially, the designers or authors of computer training
manuals and documentation are the ones who determine the information
needs of the user. This one-way orientation to communicaticn. the

vendor and designer of training manuals serving as the ‘sender’




formulating the °‘message’ conveyed through a written ‘chanmel’ to the

emplovee acting as the “receiver®. is at the roct of the problems
experienced with training manuals and documentaticon. It 1= the
intention of this study to explore the notion of user friendliness and
user oriented from the user’s perspective. in effect. toc attempt tc
examine the introduction of new technoloagy from a two—-way

comnunication orientation.

CONCEFTUAL ORIENTATION

The work of Brenda Dervin in the Sense-Making Approach to
communication (1983) pirovides the conceptual foundation for the
approach and methodology employed in the present study. The sense-
making approach to communication differs from more traditional.
approaches to examining communicative behavicor by explicitly shifting
the focus of attention from the sender or source of messages to the
receiver of messages. Traditioconal approaches to communication assume
that information or messages were “things® that senders conveved tc
receivers via channels. From this perspective, if the sender worked
hard encugh in structurirg his/her message and presented the receiver
with the “right’ information, the receiver would be able to accurately
assign meaning and significance to the message and “get’ the message
the sender intended. Dervin contends that such an assumption simply
does not correspond to what we know to be the truth (1976a, p. 325).

In contrasts Dervin (1983) offers a model of communication which
includes the three variables represented in the following model:

Ferceptions of —-—————— FPercepticns of-—————=- Ferceptions of
Situations Gaps w/in Situations Information Uses

The sense-making model and approach assumes that as individuals

perceive situations in their movement through the envircrnment




(perceptions of situaticns). they will 1nevitably ercounter si1tuations

in which the:ir movement 1s tlocked or hindered in some way {percepticn
of gape within the situation). and use information tc f111 the gaps 1n
their urderstanding of the situatiocn and continue their movement
through the =ituaticon. While the conceptual work and research that
has been conducted using the sense-malking apprcach 1= tcoo extensive to
be reviewed here (see Dervin. 1983). the nctions of gaps and uses are
of particular importance tc the present study.

The notion of gaps in the sense-making mcdel is drawn from tre
work of Carters Ruggel, Jackson. and Heffner (1973). It is alsc from
toe work of Carter et al. that the model draws its emphasis on the
1ndividual moving through situations within the environment. Carter
et 1. illustrate the notion of gaps by the example of the student whc
raises his/her hand in the classrcom as a means of stopping the
signal/message being received in corder toc ask for clarification. As

Carter et al. state:
Stopping is a critical capabiiity in constructing pictures
whether cne is trying tc get somecne else’s picture of putting
together his cwn picture of scme situation prior to taking
some line of behavicor. (1273, p. 19)
In the abocve example the student’s raised hand and question are an
indicaticon of & gszp in hs/her attempt to malke sense and move through
the situaticn and the information being presented. Further. the
information contained in an answer by the instructor tc the question
would allow the student to use the informaticon to fill the perceaver
gap in his/her understanding. Hopefullys, an answer will help rather

than hurt the student’s attempt to move through and make sense of the

information being presented.

It is within the framewcrk of the sense-making approach and




specifically the notions of gaps and informatiorn uses. thet the
present study was conducted. FRather than erxamining on-gocing classroom
interaction as in the example aboves the same lcgic was employed in an
attempt to examine the movement of the individual through the
situation of being introduced to new technology via the standard
training manual. Specifically, the present study addressed 2 research
yuestions:

1. Are there consistent patterns to the sense-making activities
(perceptions of gaps and uses ) of individuals being
introduced to word processing technology?

2. How do individuals® perceptions of information needs and
uses (sense-making activities) compare tc those dictated by
the designers of word processing training manuals?

METHODOLOGY

An interview technique vsed in sense-making research called
message-q/ing was used to examine how individuale arrive at an
understanding of new technologys in the case of the present study word
processing technology. The message-q/ing interview technique has
unique characteristics suited to examining printed materials like
training manuals and tutcrials. Dervin (1983, p. 13) explains that
the technique combines the sense-making approcach to communication with
the signal-stopping notion of Carter. The technique provides a means
of examining the signal stops or gaps receivers’® perceive as 1f thkesre
were a sender present to respond to their gaps or questicns. The
technique asks respondents to note points in their reading where they
would like tos or feel the need te ask a question (their perceptions
of gaps within the situation), and briefly explain how receiving an
answer tc their question would have helped their movement through the

situation (their perceptions of irformation uses). The present study
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assumed thet e.;amining these signal stops. {questicns or gaps) and the
accompanying usez could provide the desiarer of training and those
engaged in intrcducing employees to new tectnology with useful insaight
inte how individuals using such materials were "maling sense’ out of.
cr constructing an understanding of the materials. Using this

proczdures written materials can be assessed i terms of hcw they

facilitate the sense-making activities of the reader.

Froecedures
Farticipants for the study were 10 computer naive undergraduate

Fublic Relations students at a large midwestern university. Learning
to use word processing was a course requirement. Farticipants were
instructed to complete the 2-step messaye-q/ing procedure cutlined
Corporations 1983). Each participant met individually with the
researcher and were provided with 1nitial assistance in starting up
the computrer and beginning the lessons. The procedures for using the
message—q/ing technique or interview are cutlined by Dervin (1983a. p-
S54). In the present study. respondents were asked to:
1. Draw a slash (/) at each pcint in your reading where you

experience the need tc ask a question and write ocut your

question as though there were somecne present to answer it.

2. Briefly describe how receiving an answer tc your guestion
woculd have helped you in understanding the material.

Most of the participants completed the basic six lessons contained in
the manual in 3-4 hcurs. After completing the lessons. participants
provided the researcher with their copy of the manual indicating their

gaps (the slashes) and their numbered questions and corresprnding

Lses.




Questions and uses were trarnscribed. coded. and content amalyzed

using the format suggested by Dervin. Harlock. Atwood. and Garzona
(1980). This catecory scherne was somewhat modified for the precsent
study. Géaps were analyzed using three content analytic templates
focusing on the purpose, time. and movement orientation of the
question or gap. Uses were analy:zed using a S-category scheme. Table
1 describes these templates and categories.

Three trained graduate student ccders content analy-~ed the data. All
coding was done using a manual developed specifically for the study. 1
In codirg the data, coders coded 8S questions in the SW Focus Template
with 24% agreement (Scott’s pi=.91), 85 questions in the Time Focus

2
Template with B7% agreement (Scott’s pi=.48), and 85 questions in

the Movement Focus Template with 73% agreement (Scott®s p1=.65). The
corresponding 85 information uses were coded with 72% agreement
(Scott’s pi=.62). Overall. coders coded 3490 items with 83% agreement
(Scott®s pi=.77). The reliabilities reported here are within the
acceptable range with the exception of the uses category 3.

Cuestions and uses identified ucing the message—q/ing technique
were analyzed in order to address the research questions stated above.
To assess if there were consistent pstterns in sense-maling behavior,
the 85 questions and corresponding uses participants identified were
recorded and summarized on a single copy of the written trai=ing
manual. Questions and uses were recorded on this master copy in the
same location as respondents identified on their copy using an

identification number. BEased on this tabulation and summary, it was

possible to identify if respondents perceived gaps or questions at
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gimilar or consistent points 1n their worl with the manual. Ey
analyzing tine questiciis and ucses i1dentified by respondente and the
patterns that emerge. 1t was passible tc compare thne actual sense-
m ting behaviocr i1n w i1ch individuals engaged with those dictated by

the designers and authurs of the training manual.

RESULTS

Th= message—q/ing technique examined two of the three sense-
mal.ing variables. respondents® perceptions of gaps and i1nformacion
uses. The 10 respondents described a total of 85 r estions and
cerresponding uses in the course of their work with the WordStar
manual. an average of 8 per persocn. A brief summary of how
respondents’ questions and uses were cistributed within the categoraies
cutlined in TABLE 1 will be presented before addressing the specific
research questions.

Within the S.! Template. "how" questiciis were the most
frequent (38 or 45% focllowed by "what" questions (30 or 3S%). "why"
guestions (12 or 14%). "where" questiocns (4 or S%). and "when"
questiocns (1 crr 1%). The B85 questions were also coded within the
Movement Focus Template. The most frequent type of questions within
this template were "present" ori=ented gquesticns (73 of BS or 8&6%).
followed by "future" (7 of 85 or 8%), and "past" (S of 85 or &%).
Within the Movement Focus Template, two categories of questions asking
abcut "where they are now" and "how to get from where they are to
ancther place" were equally freduent with 36 or 42% each. These were
fcilowed by “how they got where they were” questions (2 of 85 or 11%).
and “"where they will be in the future" questicns accountin~ for the

remaining questions (4 of 85 or S%).
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Respordents described am i1nformation use for each guesticn

listed. Infocrmaticn uses designed tc "get shills" were the mast
frequent (27 of 85 cor 32%) fullowed respectively by "get control” uses
(264 of 85 or 31%). "get started/cr keep going" uses (15 of 85 or 18%) .
"get pictures" uses (14 of 83 or 16%4). and "able tc plan” uses (3 of

85 or 4%).

Regearch Cuesticn 1 We « there consistent patterne to the sense-
making activities of individuals being intrcduced to word proacessing
techncleogy? In corder to address this questicn. the 85 gaps identafied
vere summarized on a single copy of th= Wo-dStar trainming manual.

Cach question was pleotted cn this summary cocpy in the same location
indicated by the respondent.

In terms of consistent patterns. there were a total of 12
instances where twoc or more respondents identifiea signal stops or
gaps at appiroximately the same lccation. (Scme respondentes lccated
gaps in the margins while others loccated them in the actual text.) A
Lotal of 35 questicnss or 41% of the toctal. cccurred at these 12
signal stops. Nine of these gaps cccurred at a point where 2
individuals indicated a questicn, at cre stop 3 individuals indicated
questicns. and at ancther. 4 indicated questicns. Finally. at one
stop. 8 individuals i1ndicated questicns. These 12 signal stops or
gapss which accounted for 41% of t.e total number of questions asled:
suggest that there were consistent patterns in where individuals
experienced gaps in their understanding of the training manual.

In examining the actt sense-malking activitiess the guestions
an. uses themselves. cocnsistent patterns were alsc found. Of the 12

signal stops identified, 8 suggest considerable similarity in terms of
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the topic of the questicn asied. and how those questicis were coded

within the sense-mak:ing cat:gor:ies. In several cases. the questions
variec somewhat in phraseclogy. yet in 8 of the 12 i1nstances. the
questions referred toc the same i1dea or procedure being discussed. One
such instance will be detailed tc illustrate.

At ore signal =top instance. 8 of the 10 respondents i1dentified
cne o more gaps or questions at the same loccation. These 8
respondents listed 11 questiciis at the point in the manual where they
were required toc type a short letter containing several mistakes that
they would later corr=.t. The 11 questicns identified at this
particular point dexlt with 3 different topics and are summarized in
Table 2. The first 2 questions on Table 2 dexl with the topic of
margins and how the letter shcould loobk within the margins. Whiie
similar in topics these questicns lach any measure of caonsaistency in

terms of how they were ccded within the sense-making categories.

Cuestions #3 and #4 are more consistent in terms of topic and
question type. differing scmewhat on uses expressed. FEcoth questions
request clarification of the process of capitalization and how that
process is accomplished. Both are coded as "how" questicors designed
to learn abcut procedures and skills, both dealt with the respondents?
present situation, and both were asked in order to learn "how to get
from where the respondent was toc ancther place." In terms of the gaps
categories, the questions were cornsistent. The uses e:pressed di1ffer
somewhat with the use for guestion #3 being that an answer "would
explain to me how to capitalize just one letter.” (coded as get skill)

and the use for question #4 being that an answer woculd "make this step
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easier and not so awlward" coded as get control). Otter than thais

difference 1n how the uses were cocded. there was considerable
censistency between the sense—making behavior of these 2 respondents
at this particular point.

Cuesticns #5-#11 dealt with several different topics. yet all
requested clarification of some specifi~ skill or procedure the
respondent felt was necessary in crder for them to contirwe. All 9 cof
these guesticns (#3-11) were coded as "how" questicne. all except for
rne (HE) were aeled in order to learn something about what was
presently happening to the respondent. and &l11 were asted 1n order to
learn "how to get from where the respondent was to ancther place.”
Within the gaps dimension of sense-maling behavior. theire was
considerabie consistency between these 9 questicns even though the
subject o7 the questior varied scmewhat.

In examining the uses e:pressed for these 9 questions (#3-11).
there i1s again a measure of consistency. Four of these uses were
ceded as "get skill." 3 as °get contrcl." 1 as "get started." and 1 as
"get pictures." The uses e:pressed as get skills asked for more
specific instruction while those coded as get control enpressed a need
to end frustration and get ocut of a bad situaticon. This difference
betw=2en uses was perhaps ocne of means. while sharing a common ends the
mastery of the procedure.

In terms of the first research question, this examrle 1s
significant for several reasons. First. this evample is sigmificant
because 8 of 10 respondents eiperienced a gap at aroroximately the
same place in their work. Further, this example is significant simply

in terms of the number of questions that occcurred, approximately 13%
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of the tutal. Third. this e:ample suggests and :1lustrates a degree
of consistency to the sense-mal.ing behavic-s in which 1ndividuals
engsge.

1his example and the 9 cother identified suggest that there are
consistent patterns tc the sense-making behavicr in which individuale
engaged while working with & written training mancal 1n terms of the
lecation of the gaps that were identified. the topic of the questicons.
as well as the sense-making categories that describe respondents’
infoermation needs and uses.

Research Cuestion 2: How do the individual®s perceptions of
informaticn need and uses compare to those dictated by the designers
of word processing training manuals? One way to address this question
would be toc suggests that based on the results of this studys in at
least 85 cases. there were differences in the sense-making behavicors
dictated by the designers of the training manual and thecse of the
user. This 1s perhaps an unfair means of assessing or comparaing the
sense-making behavicrs designers assumed individuals would engage 1vis
and thcse actually engaged in by users. Obvicusly. the designers and
authors of such manuals cannct be expected to tailor the materials to
accommodate each individual user.

A more equitable means of comparing assumed and actual sense-
making behaviocr wzuld be 1n terms of the consistent patterns of gaps
and uses respondents experienced in working with the manual. In 12
instances. 2 or more respondents needed toc stop the signal the
designers of the manual provided at the same pcint in corder to seek
clarif_ceation of the material. At 8 of these 12 points,s the subject
or topic requiring clarification was the same. The presentatiocn of

the example above illustrates that perhaps something mcre than one
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individual’s misunderstanding was at worl.. In th:s case and those ncot
detailea. the assumed infoirmation needs and uses dictated by desigrers
were insufficiernit or inadequate for meeting the i1nformatiorn needes and
uses of the user. More i1mportant. perhaps. than comparing designer

and user sense-making behavicr i1s the potential thet the message—q/i11g

technique holds for improvang the quality of training manuals.

DISCUSSION AND CONCLUSIONS

This research project addressed an essentiial challenge
confronting the contemporary corganization, the challenge of how best
to i1ntroduce and train corganizational members in the techriclogy that
facilitates the management of informaticn necessitated by
increased envircnmental complexity. This research project and the
literature reviewed suggest that the individual’®s e:xperience with
the technological change situation is an essential consideration to
be made if the potentials of technoclogy are to be realized. The
research reported here was designed to eramine the consequences for
training perscnnel of examining the introduction of technology from an
individualistic perspective. The message-q/ing technique was used to
identify and describe the individual’®s percepticrns of information
needs and information uses while learning to operate rew techrclogy.
The specific results of the individual®s e:xperience using this
technique have already been summarized. What implicaticns and
conclusions can be drawn from these results?

The utility of erxamining theé information needs ard uses
individuals experience while lzarning to use new technology is in how
the results of such and analysis can be used by the designers cf

training materials. The literature presented suggested that written
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training manuales are. at the same time. the most freguerntly used meanc
of i1ntreoducing new technolegy. and a sigraificant scurce of frustration
and confusion on the part of the user. The message—qg/i1na technigue
suggests a means by which designers. in tre development of

training materials, can examine and isclate the effectiveness of such
materials from the user”s perspective. The resulte of the study
suggest a mean of gpecifically identifying ard analyzing users’
quesiiocns and information uses.

The utility of examining the information needs and uses the
individual experiences while working with training manuals is
demcnstrated by the potential the technique suggests for eramining and
comparing the patterns of sense-making assumed by the designer with
the actual patterns of sense-making o¢f the user. Specific points in
training manuals that tend to cause the user problems can be isclated
and examined by using the technique. Designers using the technique 1in
the development of training manuals would have a means of more
accurately determining and responding to the information needs of the
user.

While the results of this study are perhaps unigue to the
particutar manual used., they demonstrate that tne technique could be a
useful tocl in facilitating the learning of new technology. The
technique allows for an essentially one-way communication situation to
be examined as though it were a two—way communication situaticn. In
doing sos perhaps the complexities of information management
technoclogy could more clearly be communicated to the user.

This potential for examining written training materials from a

two-way orientation using the message-q/ing technigue is important in

two ways. First, the technique could be used in the initial
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development of training materiale as was already suggested. Whale :t
15 true that the designer of training materials have considerably more
technical expertise concerming the technoclogy. such expertice 1s cf
little practical value if 1t 1€ not communicated i1n such a way as to
be understcod by the user of the technolcgy. The message-g/ing
technique could be used in the developmental phase of the preparation
of training materiale to determine those areas where the technical
expertise of the designer is not being effectively communicated to the
intended user of the system. The technique. in this sense. becomes a
feedback mechanism useful in clarifying and mediating between the
technical expertise of the designer, and the information needs and
uses of the user.

In addition tc being useful in the design phase of training

efforts. the technique suggest a useful means of monitoring the

learning or sense-making activities of individuals as they are

being trained on rew technclogy. The technique provides a means foir

trainees to identify and e:xpress their information needes and

usess which in turn provides the trainer with a means of responding to
perceived information needs and uses. The end result is again, & one-
way communication situation being examined from a two-—way
communication perspective.

In terms of learning and change in organizations. the message-
g/ing technique provides the means necessary to respond to and
acknowledge the individual’s perspective on the learning or change
situation. In doing so, the technique has the potential for improving
the quality and effectiveness of learning and change situations
related to the introduction of information management technology

within the organization.




FOOTNOTES
1

This coding manuzl was compiled fror the descriptions and
suggestions provided in the research conducted using the sense—matb 10g
approach to communication. See tte reference list for these
citations. The manual is available upon request.

2

The extreme discrepency between the high percentage of
agreement and the low Scott’s p1 is explained by the fact that 86% of
all questions were coded in 1 of the 3 categoraies.

3

Arriving at an acceptable level of inter-rater reliability,
according to Holisti (1949) involves a balance or trade-off between
the validity of the study and the reliability of the coding. The
coding done in the cuwrrent study was far from simple counts or
categorizations. As the categories become more comple:, reliabilitizs
tend to decrease. Wimmer and Dominick (1983) suggest most published
content analyses typically report reliability cocefficients of
abcut .90. or when using more conservative measures like Scott’s P1s
abcut .75. In the present study. lower reliabilities were accepted in
crder to allow the of the data tc be explored.

18

21




REFERENCES

Eilesone T. & Gutel « B, (1983, fdvanced cffice . .ctems: fn empirical

——————— . e e mem e DlnmZ o= S bl s

lool at utilacaticn arnd saticfactior. Savita MomiCas CEs The FRand

Corporataion.

Butler. D. (1980). The coffice of the future. Management Todayvs
Novembers 116-122.

Carters R., Ruggel, W.L.. Jackscn. FK.. & Heffrer. M.E. (1973).
fpplication of the signal stopping techrnique to communication
research. In F. Clarhk (Ed.). Hew models for macse communicaticl

research (15-44). Beverly Hills: Sage Fublicaticne.

——— e —me—m———bamald Do 22d 2N

Dervin. B. (1976). Strategies for dealing with human informaticn
needs: Information or communication? Journel of Broadcastings
20. 324-333.

Dervir. B. (1983: May). fAn cverview of cense-maling research:

Concepts. metheds. and results to date. Faper presented at

the International Communication Association Convention.,
Dallass TX.

Dervin. B., Harlocks S., Atwoocds R.. & Garzonas C. (1980). The human
cside of information: An exploration in a health communication
context. In D. Nimmo (Ed.). Commuriic aticon yearbool4 (pp. S91-

608). Beverly Hills: Sage Futlicaticns.

Finns N.H. (1983). The electronic office. Erglewcod Cliffs.

NI: Prentice-Hails Inc.

Goldhabers G6.M.. Dernniss H.S5., Richettcs G.M.. and Wiic. O0.A. (1979).

——— i e - W . e e o o e e e e e i e e e B, LR YN e e S5 . T e i e —

Englewood Cliffss NJ: Prentice-Hall. Inc.

Guilianos V. (1982). The mechanization of office work. Scientific
American. 247. 66-7S.

Hall-Sheehy, J. (1985). Let’s forget computer literacy. Iraining
and Development Journal. 39. 24-25.

Holisti. O.R. (1969). Content analveis for the sccial sciences and

— e e em emem e e e e e | ———— a———— e e e o =i SO

humanities. Reading:. MA: Addison-Wesley Fublishing Co.

MicroFro International Corporation. (1923). WordStar training guide.
[Computer Program Manuall. San Rafael, CA: MicrcoFro
International Corporation.

Maisbett. J. (1984). Meyatrends. New York: Warner Ecols.

22




-+ o . 4 e e . , + L b,

measurement. Office of Telecommurmicaticns, Sperciai Fublioad rog.

#77-12(1). Washington. D.C.: U.5. Department of Cummerce.

Resnichks H. & Fuerst. J. (1985). Everything you reec to tnow about

—— e —— e LS X

== —— — PR 3 .

Smith. H.T. (1983a). Managing tomorrow’™s wor. . force. Management
Horld. lgc g-10.

— -

Smiths H.T. (1983b). The cffice revolution: Strategies for managing

tomorrow’s workforce. Willow Groves FA: Administrative

Management Scciety Foundation.

New York: Flenum Fress.

Tapscotts D. (1982). Office autumation: & user-driven mcdel.

Wimmers R.D. & Dominick. J.R. (1983). Mass media research: An

= 23




TABLE 1

The SW Template: Assessing the questicn in terms of
whether is asks atout a gap 1nvelving:

When: the timing of events.
ihy: the reasons for and causes of events.
Where: the location of events.

How: the procedures or skills necessary for moving
foerward.

What: the nature of ocbjects. events. and situaticns.

The Time Focus Template: Assessing the question in terms
of whether it asks abcocut a gap
involving:

Fast: & point prior to the point at which the
person is focusing.

Fresent: a point which is the current focus.

Future: a point that has ot vet cccurred.

Ihe Movement Focus Template: Assessing the questicon 1in
terms of whether it asks
about a gap involving:

Where they are nody: a gap focusing on learning about
the current situation.

How They Got Where They Are: gap focusing on movement
from past to present.

How to Get From Where They Are tc Ancther Flace: a gap

lhere I Will be in the Future: a gap fccusing on
’ future situations.
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Ferceptions of Information Uses Coded

Got Contrel of Bad Situstacn: This use loots ot how amsweors 19
can ease stress. make things easier. help move away from bad
situationss and stop negative things from continuang. It 1s
assumed the answers can get respondents cut of & bad situation.
Got Pictures: This use 1nvolves getting or revising cre’e Zn
u.derstanding of self, cther. the relaticnship. situations or
cbject. It 1s assumed that i1n the absence of a clear picture.
movement stops.

Able to Flan: This use assesses how an arswer helped or 21

hurt the ability to plan. make decisicns. or prepare. It 1s
assumed that movement requires direction and answer can provide
such di-ection.

Got Started/ tept Geing: This use focuses on how ar answer ee
can help to encourage ard motivate. or provide confidesice and
reassure. It i1s assumed that movement can be stalled because

of barriers and answers can helg ocvercocme barriers.

Got Sikille: This use assesses how answers can provide the 23
applicable skills necessary for coping with a situation. It
is assumed that movement requires certain skills not evident

in the situation.
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TABLE 2

SIGNAL STOP EXAMPLE

QUESTION 5w TIME MOVEMENT USE

1. What happens if you mess up a
word by making it appear out of

margins? 11 14 18 19
2. How do I get the word back to its

original location (within margins)? 10 12 17 23
3. How do you capitalize just one

letter and not the whole word? 10 13 17 23
4. How does the capitalization

key work? 10 13 17 19
5. Howdo I get rid of floating

junk characters? 10 13 17 23
6. How do you move the cursor back if

you forget to put a space in? 10 14 17 22
7. How do I correct an error? 10 13 17 19

8. How do I correct any mistakes T
make in my typing? 10 13 17 23

9. How do I go back and correct the
mistakes I have made? 10 13 17 20

10. How do I get my letter back after
correcting a mistake? 10 13 17 23

11. How do I get rid of just one
unwanted space? 10 13 17 19

Note: See Table 1 for an explanation of the above codes.




